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APPROVAL PROJECT BRIEF

To be filled in by the chair of the supervisory team.

chair Stella Boess date - - signature

CHECK STUDY PROGRESS

To be filled in by the SSC E&SA (Shared Service Center, Education & Student Affairs), after approval of the project brief by the Chair.
The study progress will be checked for a 2nd time just before the green light meeting.

Master electives no. of EC accumulated in total: EC . all 1*tyear master courses passed

Of which, taking the conditional requirements
into account, can be part of the exam programme EC missing 15" year master courses are:

List of electives obtained before the third
semester without approval of the BoE

name date - - signature

FORMAL APPROVAL GRADUATION PROJECT

To be filled in by the Board of Examiners of IDE TU Delft. Please check the supervisory team and study the parts of the brief marked **.
Next, please assess, (dis)approve and sign this Project Brief, by using the criteria below.

e Does the project fit within the (MSc)-programme of M) APPROVED[) NOT APPROVED )

the student (taking into account, if described, the

activities done next to the obligatory MSc specific ) APPROVED r) NOT APPROVED )
courses)?

¢ |s the level of the project challenging enough for a
MSc IDE graduating student?

e |s the project expected to be doable within 100
working days/20 weeks ?

¢ Does the composition of the supervisory team
comply with the regulations and fit the assignment ?

comments
name date - - signature
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Please add title project title

Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project.

start date , - - - end date

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet

complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money....), technology, ...).

space available for images / figures on next page

Banks are shifting their services online increasingly during the COVID-19 pandemic. The Mastercard New Payments
Index of 2021, conducted across 18 markets around the world, shows 93% of people will consider using at least one
emerging payment method, such as cryptocurrency, biometrics, contactless, or QR code. (Mastercard New Payments
Index: Consumer appetite for digital payments takes off, 2021)

However, for visually impaired people (VIP), increased popularity 0 contact-less digital payment can potentially cause
challenges and frustrations in their banking activities (Figure 1), ¢ challenge comes from two major factors: VIP's
physical capabilities and design constraints of digital payment tools. Most digital payment tools are touch
screen-based Apps, which leverages visual perceptions. However, VIP need non-visual cues to complete their
payments, such as beeping sounds from scanners and press buttons on physical keypads.

The challenge stands out even more in public space, for example, at an open market or in a busy shopping mall. With
the presence of stranger crowds, VIP tend to feel more self-conscious to complete their payment in time while dealing
with all the hurdles caused by none-accessible features in their digital payment tools. Moreover, privacy is adversely
affected. VIP users might have to depend on third parties, such as a spouse, children, and friends—or, in some
instances, complete strangers—to deal with their banking services, which could expose them to great security risks. In
the short term, VIP can experience anxiety and embarrassment in public. In the long run, these negative experiences
might jeopardize their independence and rattle their confidence to continue using digital payment tools and thus feel
excluded from the latest technology trends.

This graduation thesis is supported by ING's Brand Experience Department. ING is a Dutch multinational banking and
financial service corporation headquartered in Amsterdam. The company strives to empower people to stay a step
ahead in life and in business. ING estimates that roughly 10 percent of their primary customers have disabilities. (ING
Global Accessibility , n.d.) Therefore, providing accessible financial services for people of all abilities is vital to ING's
values and business development. In the past, ING has introduced accessible bank cards made of recycled PVC with a
notch to make card payments and cash withdrawals more effortless for VIP. At the turning point of digital transition,
ING wants to take a step forward into the post-pandemic world and find out how to make their digital payment tools
more accessible to VIP customers. The research will take a user-centered approach to identify the major hurdles that
impede VIP from using digital banking tools. The final design should help VIP to overcome these hurdles while taking
into account ING's product design constraints and principals

References

1. (n.d)). Retrieved from ING Global Accessibility : https://www.ing.com/Accessibility.htm

2. Mastercard New Payments Index: Consumer appetite for digital payments takes off. (2021, May 4). Retrieved from
Mastercard Newsroom:
https://www.mastercard.com/news/press/2021/april/mastercard-new-payments-index-consumer-appetite-for-digital-
payments-takes-off/

3.Weij, A. C. (2018, October ). Daily Innovation News . Retrieved from Payments Spectrum: https://paymentsspectrum.co
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image / figure 2. __Current vs. Ideal Scenario of VIP's payment experience in public
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PROBLEM DEFINITION **

Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

ASSIGNMENT **

State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed
out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

This graduation project will take a user-centered approach to design with visually impaired people. The context will be
payment in public, where VIP might have limited resources to complete payments at their own pace. As a graduation
project supported by ING, the final design should take into account ING's design principals,

The research starts with the question:
Which means of payment do VIP prefer when they are paying in public and why?

Research starts with context mapping to identify moments of exclusion on VIP's payment journey.

Both desk research and interviews will be conducted to examine how VIP pay in public using different tools. The
analysis will also cover their feelings, motivations and values behind these experiences. Secondly, a compare and
contrast analysis will be conducted to identify the major hurdles that impedes VIP from choosing one means of
payment over another, as well as the emotion and motivations behind their choices.

The adaptations VIP made will be carefully looked at. Some adaptations are made for functionality while others affect
VIP's personal values and emotional feelings. Studying the interaction quality of these adaptations can reveal the
barriers VIP encounter and how can ING design help to resolve these frustrations

trying to use digital payment toolsin publlc The final design should initiate interactions that make VIP feel confident to
complete their purchase independently in pubfic.

The goal of this project is to empower VIP by allowing them to make payment independently and confidently in
public. The final design will draw inspirations from existing adaptation methods used by VIP and reflect the values
behind these interactions.

The research and design process will use knowledge gained from previous DFI courses such as Exploring Interactions
and UXAD (. In Exploring Interaction, the study focus on users and their contexts by analyzing existing interaction
qualities and how to stimulate preferred interactions. Similar methods will be used in this graduation research to
analyze how VIP currently pay in public and what will k= 2"y ideal interaction. When it comes to examining the usability
qualities of existing products and design prototypes, usability test and pilot tests in UXAD will be applied.

In addition, it will draw inspirations from Inclusive Design elective course materials, such as the Microsoft Inclusive
Design Toolkit and the Cambridge Design Toolkit.

Any interview sessions with VIP will be prepared in an inclusive manner to make VIP feel comfortable expressing
themselves. In the user testing and evaluation sessions, blindfolds and goggles might be used to mimic visual
disabilities on none-VIP in order to get more feedback.
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within

the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term
meeting, green light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, explaining your approach, and
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance
because of holidays or parallel activities.

start date - - - - end date

May June July August September October
Project Week w1 w2 w3 w4 ws we w7 ws w9 w10 Wil w12 w13 wia W15 wie w17 wis w19 w20 w21 22
Calendar Week w20 w21 W23 w24 W25 W26 W27 | W28 W29 W30 W31 W32 | W33 W34 W35 W36 W37 W38 W39 W40

Stage I: Discover 7)
Literature Review

VIP Interview
Interview with ING Design Team
Data Sorting L]

L

Form design goal and interaction vision i
Analysis of current product use qualities
Fine-tuning design goal and interaction vision

Propose design ideas
Interaction concept evaluation
Stage Ill: Prototyping

‘Build rough prototypes
Usertest 1

1st Iteration

Usertest 2

2nd Iteration

Finalizing concept
Evaluate with ING
Stage IV: Final Delivery & Report | |

Reflection

Adding limitations & recommendations
Finalizing final report

Prepare for final presentation

The assignment consists 4 phases which are discover, synthesis, ideation.and delivery.

In the discovery phase, both desk research and user interviews will be conducted. The goal of this phase is to better
understand the VIP group and their banking journey. Existing adaptation tools that are used among VIPs will also be
analyzed, for some of the qualities of these tools also tell the needs of VIP in a selected context. The final ideation will
be evaluated with ING before the prototyping phase. the end of this phase, a list of pain points should be identified

In the synthesis phase, design goal and interaction vision will be formed based on the previous research insights.
The ideation phase will consist co-creative sessions with VIP and stakeholders from ING, as well as non-VIP to generate
ideas that can be potentially implemented into future concepts.

The prototyping phase includes several small experiments with low-fidelity prototypes. Each test aims to validate one
or more assumptions from the ideation phase as well as getting feedback from users. After at least two rounds of
iteration, a final design concept will be formed.

The final round is to test the hi-fidelity prototype with target users in real contexts. The test results will be evaluated
based on how well it achi¢ vec the initial design goal and interaction vision. This phase will end with a final
presentation and report.
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed.

Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a
specific tool and/or methodology, ... . Stick to no more than five ambitions.

As a designer, | am always keeping human empathy and accessibility in mind due to my personal experience living
with a disabled family member. | witnessed all the hard adjustments my father and the rest of my family had to make
and | deeply understand the frustrations of the disabled community. In fact, a lot of these frustration can be easily
avoided if service providers have kept accessibility in mind. It would mean so much to me to design services and
products that will one day empower people with disabilities like my father.

As | dived deeper into inclusive design, | realized it is a very powerful approach. Inclusive design user research usually
reveals overlapping pain points for both disabled and able-bodied people. What was initially designed for the disabled
can end up benefiting the entire population.

| chose to do my graduation with ING because | think accessible banking and healthy finance is essential to everyone's
independence, especially to people with physical disabilities. | felt motivated and inspired when | heard about the
story behind ING's accessible bank cards, and | want to apply my knowledge about inclusive design in similar areas.

| do not personally know anyone with visual disabilities. It will be a challenging task to get in contact with the visually
impaired community in the Netherlands, but | think it will be a valuable learning experience for me. This is a great
chance for me to learn and design with a target user group that I am not entirely familiar with.

This project involves multiple stakeholders - VIP users, ING and the Inclusive Design Lab. This means there will be more
more constraints to be taken into account. As a designer, | personally think being able to mediate the goals and needs
of multiple stakeholders is an essential skill to have. | wanted to take this graduation project as a chance for me to
practice project management and project communication.

FINAL COMMENTS

In case your project brief needs final comments, please add any information you think is relevant.
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